






A.    Research Background  
 Eating is a basic human need, but over time, eating becomes a lifestyle. 
This situation has a force on the improvement of the culinary business. According 
to Agriculture and Agri-food Canada (2014), food service industries include café 
and bar, home delivery, take-away, street kiosks, self-service restaurants, full-
service restaurants, and fast-food restaurants. Many people are purposely 
considering a place to eat that serves a different atmosphere from eating at home. 
Many alternative eating places have sprung up. People need a new atmosphere or 
taste new tastes that will provide a diverse and exciting culinary experience. For 
culinary tourism, Bandung is one of the most incredible destinations targeted by 
other cities in Indonesia. 
 Business is spending all their resources and efforts to be better understand 
their customer and provide them with the best possible services. The food service 
industry is increasing as a result of the changing consumer lifestyle. According to 
Voon (2011), the food service industry is highly competitive due to the increasing 
number of new entrants offering innovative food products and services. This 
reason requires companies to provide good quality work to compete in the market 
and win consumers' hearts. Earlier, the business used to focus on product-oriented. 
Still, they are now consumer-oriented and are evolving with the consumers' need 





organization's success in providing service can occur when the services provided 
meet customers' expectations. Tighter competition indicates the large number of 
companies engaged in the culinary sector that produce similar products but offer 
competitive services and prices. Entrepreneurs develop strategies, make changes 
and innovations, and provide the best service to get customer satisfaction. So, they 
can compete and be superior to their competitors. 
 The culinary industry is widely spread. The business has a lot of 
placement, such as restaurants, café or even to fulfill the food needs at the rest 
area. The rest area's existence is as the place to break and rest to fulfill their 
energy and come back with the fresh condition to continue to their destination. 
Lathifah, Asrori and Pitana (2014) Stated the presence of a rest area is expected 
capable as a place to stop for a moment and to rest. The rest area should provide a 
sense of security and comfort. People who are tired of long driving can recover 
and refresh their bodies. Having food while people are on their trip is fulfilled 
with the rest area's existence. Not occasionally, the eating places in the rest area 
even become a favorite places for some people, because Rest Area not just offer 
the food and the location to rest, but also another factor that attracts the visitor to 
come and feel satisfied. 
 Pasir Jambu Rest Area located on Pasir Jambu street KM 10, Cisondari, 
Ciwidey, Bandung, West Java. Pasir jambu Rest Area has developed since the 
creation and functioning of the Soroja toll road. The Soroja toll road connects 
Pasirkoja Bandung and Soreang Bandung to shorten the travel time of tourists 









2017 2018 2019 
Jan 2020-Oct 
2020 
Vendor 10 26 28 30 
Item sold 9,791 items 133,083 items 220,021 items 204,038 items 
Net sales IDR 154,989,000 IDR 931,737,727 IDR 2,599,346,500 IDR 2,191,229,625 
Gross profit IDR 33,001,791 IDR 382,575,666 IDR 516,589,030 IDR 534,518,759 
 
Data shows that from 2017 to October 2020, business from year to year 
always increases in vendors. The variety of food makes an increase in the number 
of consumer and business profit. The data shows the increasing trend in the 
number of vendors, item sold, net sales, and gross profit from all vendors. The 
data shows that the Pasir jambu Rest Area is quite attractive to visitors. 
Customer satisfaction is an essential thing for a company. Usually see the 
slogans "The customer is king." Kotler (2012), stated that consumer satisfaction is 
satisfied or otherwise after comparing reality and expectations from a product or 
service. According to Wilkie (1994), not only indicated satisfaction with the 
benefits, both for companies and customer satisfaction. It is also a great feeling. 
According to Risnawati, Sumarga & Purwanto (2019), a company's existence is to 
satisfy consumers and maintain their satisfaction to repeat buying products or 
services produced by the company and feel proud to use or consume products or 
services produced by the company. Zeithaml and Bitner (2012), suggested that 
satisfaction is not only a much broader concept than just an assessment of service 





According to Kotler & Keller (2012), services are every action or 
performance offered by one party to another, which is intangible and did not result 
in any ownership. According to Gronroos (2007), customers compare expected 
services and perceived services in assessing Service Quality. According to 
Pasuraman et al. (1985-1988), the SERVQUAL instrument includes five 
dimensions: reliability, tangibles, responsiveness, assurance, and empathy. In that 
framework, service quality defines the difference between customers' perception 
of the service provider's actual performance and the customers' service 
expectations. Meanwhile, research shows the importance of quality services to 
provide satisfaction to visitors. This statement is in line with Suwanda and Siregar 
(2015), customer satisfaction derived from service quality. Bilgies (2016), found 
that good product quality leads to high satisfaction with customers.  
However, the phenomenon of problems related to service quality was 
found in Pasir Jambu Rest Area.  The waiters are quite friendly, but occasionally 
there is a delay in food delivery due to many visitors. In this case, the waiter who 
delivers is the vendor's responsibility.  The facilities still lack support; some of the 
visitors interviewed want to play facilities for children and play with nature. 
Besides, the atmosphere of the place is very popular with visitors. Eating in the 
middle of rice fields while enjoying nature, delicious and complete food, and 
standard prices are why visitors always come back. Visitors want to go back and 
choose and recommend this rest area compared to other competitors. In Pasir 
Jambu Rest Area, the food and drinks offered are quite complete and tasty. 





beautiful atmosphere with food that is quite varied. However, if it maximizes 
more optimally, it will make it more attractive.  
Another aspect that is thought to affect visitor satisfaction is the price of 
the product. According to Lovelock & Jochen (2011), prices are the expenditure 
of money, time, and customers' efforts to buy and consume services. The study 
results of Noto and Hakim (2016), prices and quality significantly influence 
customer satisfaction, and prices have a more significant influence than product 
quality. Guntur (2010), argued that price is the only marketing mix element that 
provides income or income for the company and is a flexible marketing mix 
element, meaning it can quickly change. According to Kotler & Keller (2012), 
prices are divided into affordability, price compatibility with quality, price 
compatibility with benefits, and price competitiveness. Hanifudin, Syaifuddin, and 
Hasiholan (2017) found that the product's price positively and significantly 
affected customer satisfaction.  
The phenomenon shows that the price of the Pasir Jambu Rest Area 
product is relatively standard and satisfying, but sometimes the food quality not 
showing consistency from day to day, for example, a visitor buys Es Teler and it 
tastes good, but another day the visitor buys, the taste of the fruit is not in fresh 
condition. The visitor hopes price can always remain with the same quality of 
food.  
Location is another factor that is commonly used to determine customer 
satisfaction. According to Soriano (2002), understanding the Location explained 





a comfortable range. The same is true for the rest area. According to Tjiptono 
(2002), the selection of physical places/locations requires careful consideration of 
factors, namely access, visibility, traffic, large parking lots, expansion, 
environment, competition, and government regulations. Meanwhile, the results of 
research of Hanifudin, Syaifuddin, and Hasiholan (2017), and Efnita (2017), 
Location affected customer satisfaction. 
Regarding the location aspects, the Rest Jambu Pasir area's Location is 
relatively easy to find and reach for local people. People also spread this place 
through word of mouth. For visitors who are quite far, such as those from Jakarta 
or other cities, of course, those who see the left and right side of the road, claim to 
see then decide to eat there and be satisfied with the atmosphere that rarely found 
in their city. However, the existing signpost is not large enough and can be said to 
be quite indented so that it is difficult for visitors. There are still complaints 
related to strategic Location and support for infrastructure facilities that still need 
to be addressed.  
 In a study conducted by Hanifudin, Syaifuddin, and Hasiholan (2017), on a 
restaurant in Semarang, it was found that the quality of services provided, prices 
and Location had a positive and significant effect on the customer's satisfaction, 
and simultaneously, all of these variables have a positive and significant impact 
on customer satisfaction. Besides, Efnita (2017), also examined product variation, 
service quality, price, and Location on visitors’ satisfaction and found a positive 





From the two studies, it can be seen that several aspects can influence visitor 
satisfaction, such as service quality, price, and location. 
Based on this background, it is interesting to study the influence of Service 
Quality, Prices, and Location on visitor satisfaction of Rest Area Pasir Jambu. 
B.  Research Problems 
Based on the background explanation above, the problem statement can 
reveal as follows: 
1. Does the service quality has a significant effect on visitor satisfaction at 
Pasir Jambu Rest Area? 
2. Does the price has a significant effect on visitor satisfaction of Pasir 
Jambu Rest Area? 
3. Does the location has a significant effect on visitor satisfaction at Pasir 
Jambu Rest Area? 
C.  Research Purposes 
The objectives of this study are: 
1. To analyze the effect of service quality on visitor satisfaction of Pasir 
Jambu Rest Area. 
2. To analyze the effect of price on visitor satisfaction of Pasir Jambu Rest 
Area. 






D.  Research Benefits 
This research is expected to benefit the operational management of rest 
areas to perceive Service Quality, Prices and Location on Visitor Satisfaction of 
the Pasir Jambu Rest Area to take the necessary steps to increase visitors’ 
satisfaction. This research can be used to reference other studies relevant to 
aspects of Service Quality, Prices and Location on Visitors’ Satisfaction. 
E.  Research Contents 
The contents of the research are as follows: 
CHAPTER I: INTRODUCTION  
This chapter includes an introduction that consists of a background of the study, 
research problems, purposes of the research, benefits of the research, and the 
research contents. 
CHAPTER II: LITERATURE REVIEW  
This chapter contains a theoretical background of variables used in this 
study, such as a summary of previous studies, the study's hypothesis, and the 
theoretical framework. 
CHAPTER III: RESEARCH METHODOLOGY 
This chapter explains the methodology of the research. It provides 





operational definition, data source, data collecting technique, instrument analysis, 
data analysis, and hypothesis testing. 
CHAPTER IV: RESEARCH RESULT AND DISCUSSION 
In this chapter, the results of data analysis and the discussion presented. 
CHAPTER V: CONCLUSION 
The last chapter covers summaries and results of the research. It consists 
of conclusions, research limitations, the implication of the study, and research 
suggestions.  
